Management control systems on managing employees and its effect on performance in services sector / Maziana Zakaria by Zakaria, Maziana
UNIVERSITI TEKNOLOGI MARA 
MANAGEMENT CONTROL SYSTEMS 
ON MANAGING EMPLOYEES AND ITS 
EFFECT ON PERFORMANCE IN 
SERVICES SECTOR 
MAZIANA ZAKARIA 
Thesis submitted in fulfillment 
of the requirements for the degree of 
Doctor of Philosophy 
Faculty of Accountancy 
February 2016 
CONFIRMATION BY PANEL OF EXAMINERS 
I certify that a panel of examiners has met on 11th September 2015 to conduct 
the final examination of Maziana Zakaria on her Doctor of Philosophy thesis 
entitled "Management Control Systems on Managing Employees and Its Effect 
on Performance in Services Sector" in accordance with Universiti Teknologi 
MARA Act 1976 (Akta 173). The Panel of Examiners recommends that the 
student be awarded the relevant degree. The panel of Examiners was as follows: 
Syed Noh Syed Ahmad, PhD 
Professor 
Faculty of Accountancy 
Universiti Teknologi MARA 
(Chairman) 
Suzana Sulaiman, PhD 
Professor Datin 
Faculty of Accountancy 
Universiti Teknologi MARA 
(Internal Examiner) 
Ruzita Jusoh, PhD 
Associate Professor 
Department of Business & Accountancy 
Universiti Malaya 
(External Examiner) 
Grahita Chandrarin, PhD 
Professor 
University of Merdeka Malang, Indonesia 
(External Examiner) 
SITI HALIJJAH SHARIFF, PhD 
Associate Professor 
Dean 
Institute of Graduate Studies 
Universiti Teknologi MARA 
Date: 2nd February, 2016 
n 
AUTHOR'S DECLARATION 
I declare that the work in this thesis was carried out in accordance with the 
regulations of Universiti Teknologi MARA. It is original and is the result of my 
own work, unless otherwise indicated or acknowledged as referenced work. 
This thesis has not been submitted to any other academic institution or non-
academic institution for any degree of qualification. 
I, hereby, acknowledge that I have been supplied with the Academic Rules and 
Regulations for Post Graduate, Universiti Teknologi MARA, regulating the 
conduct of my study and research. 
Name of Student 
Student I.D. No. 
Programme 
Faculty 
Thesis Title 
Signature of Student 
Date 
Maziana Zakaria 
2010836384 
Doctor of Philosophy (AC990) 
Accountancy 
Management Control Systems on 
Managing Employees and Its Effect on 
Performance in Services Sector 
February 2016 
iii 
ABSTRACT 
Management control systems (MCS) were regarded as a helpful tool for 
organization in terms of controlling employees due to its nature dealing with 
resources and capabilities. Employees, currently, have become the central part 
in sustaining competitive advantage which has been argued that have a 
significant impact on performance. Employers are constantly searching for more 
relevant approaches in managing employees to achieve utmost performance, 
whilst employees are keen to enhance the benefits at work such as opportunities 
for more absorbing and inspiring work patterns. Therefore, the main objective 
of this study was to examine the nature of employees control as the elements of 
MCS on performance and the influence of task environment on MCS in services 
sector. Further consideration of wellbeing will take place as moderator in the 
relationship of MCS and performance. As such, this model eventually leads to 
having better on-going decision making. The employees control was 
incorporated in general MCS (omcs), interactive control (mics) and enabling 
control (mecs) systems as the elements of MCS. A questionnaire survey was 
conducted among managers in services organization which located in 
Peninsular Malaysia. An analysis of 166 survey responses shows mixed results 
for the hypotheses developed which empirically tested using Partial Least 
Square-SEM. For direct relationship, the results revealed that there is significant 
positive relationship between task environment and MCS. Mics and mecs were 
positively associated with non-financial performance; however, both 
insignificant on financial performance. The relationship between omcs and 
performance were found insignificant as expected. Findings also confirmed the 
moderating effect of the wellbeing in the relationship of omcs and non-financial 
performance. The moderating effect, conversely, was not established between 
mics and mecs on performance as well as omcs on financial performance. This 
study offers a significant contribution to the existing body of knowledge in 
MCS by expanding the theories (contingency and resource-based) via new 
elements, particularly, employees control and wellbeing. It was also shown that, 
an understanding of the antecedents of task environment in adopting MCS, 
notably, mics and mecs on non-financial performance in order to promote and 
support sounds employees' control. The moderating effect of wellbeing 
highlights preliminary evidence on the elements of employees control in MCS 
which focus on how to manage employees' documents and regulations for 
establishing commencement of MCS. Thus, enable managers to simultaneously 
exploit and explore richer management control information. However, this 
study also recognizes that the research limitations might diminish the 
generalization; particularly the number of sample and did not consider all the 
sectors other than services. 
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